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ClIaIOlntf WlIlU 10 know illlw.... 1WIlng ASA lOt month ofJ~ .... '41Y,.,,,,,, , problIm IlpOIoglted'(II'ny inc:onven~ Ol5IOl102

._lenl.1 1·1llwl1h no ouUIlI"

III. lTIIy IlIve Clulld. I told lie< I would tIpOrte<l Not .bliIto I(lIIow up MIJ'l

~nl hlr eort'Illlllfll for tile IOOOIlnt ClIatomIf U no numbIf WI' gMtn

mI"..- to IWI_ poUI;lIe IIaftintlIMIlon.

31240
Cus_ don IIIlII. NqUlfe lioIIow up.
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T""'" "'"" "'CO Nlture 01 Com,*1IIl Do." &pY~uon of Resokmon

• I """". """.. R_~

Customer ... QllICltn..:l t/Ial CA dill noI ..
II.- ca.lIINI-COUSIllo~_.-

like.,. IllS .._IO'-"1'IurIg uP CA ... h

'''''''' " _ (CA no 1I:If9'r PIIIJ noll.~ 5 : rea b ,"''''' eA did !he ClIfI'KIlItOC*tIn
110I ilnatralal ancl uplulMI Ca~"
lIaS no onfg .....oe caler~. lIP No foIgw

474: ...-
euSUWntr edId stilling u..l u..~ di8lMS •
"""'"II numbef SIw alIo stat.Ml thal_ .,.

eo.Md ll'le '9tC'Il1:h.M if ....-"Iwn II) get~ CJ.ol aN....
diMId c.IIll he lOIlI '* 1M he _ UI\IIl* ID CIO clun'lIlWllI .... he o;oM Wonn

INl. IollllItloMfemod '* ID CU&IOll'* Ml'VIQI
~ ..... nod\.,e 10

'Tn502 " o....com. NI)'S "'" • \JOIIlO to lIIIarm IN NC 01nlW2
~lblI.~~

KlCI IMftIIlIel' and Il'le ct..f~ aboul COUIlOmIt'1. '*l\IUI ~ d'*'Il
~ LO operatDrlO put Il!lcI: I lpoIDglZ*l1O the e:utl0tMf llel her kMw
Cl*fil. In -'dJliOn CA • 10 darif) #I II)

!hI! I would wriIe up the comlll-." Ind fwd • on
10 lhe 1ll9'D¢lite oenler CuIlOn'* don not d~l.

-~3170tG

AeIflI- rudI MIl -*l1lClC uplMl ,.,. lID.. unf___ .......,.,.,.,..

~ slw NOd wIlId'I ~UMd TTY_IO
~ 'ngI)' and hung up AIlM' TTY hl.ng up
I:li5IOmel nlt~ ...~ OllfII.tor lot '* ~me.

T'NI OPf(.lOr "'''"'II up on het Shto did not rav.
~. 11IpOlou1z~ profuMlt for~.

07"7Kn " ,.... 10~ rWt and 10 ;Ml Iwllf*alOr 07n7J02
.......... I UfllMled OW~ 10 l'Ilat
... t'lWlD IWId ... INl _ eM and 1ol'IIIl*l9'ft
~ r. tIul eIIlnllII ....~ Wdh no
opel'Mor' c:ustllrnef__.... 1*1'
Il:*:lw "" WIllI~ llut_It OllOmlorl
heW 1i'altItO. SIlt wn Hh.litd.ow
dlkUUlon and cIlMl noI~m '0 be contaded•

.,,,
08_0 _ Io8MICI CA _ -.y !IDe •

~ en::! told Ihem alIiIt bwIg '*'*' on tM*l
1hIt .... -.y "* lind~ d Il'MrII e-~""'HR~
_10 IM .... lC'V ~wr-Itle caI_ "*......~~1lW

"""" "
Il'd*l up bJ • .-Ill perIOft. CA ."lIICl __ il

01t24K12
complaI'lt.~ ..... c:oadIed

""'OU1cl 11_ been NOt "~ bOtheft(l '0 Incl movtod 10 nelIt Itvel 01' OOI'~
1&1 ..... 11111 Th.nktcllhe Q/II'OIMr for the 'dlorl, c.nltorm.n~ willoIow lIP
~poltin; L.e lltwm know info WlMlIcl be \O'Ilh al.tom« paraonlIly
doQ.mented to NllOI! 10 lh8iI mgr ev.-
-*l ... toIlJwup"'.



C. Mod lIIeY did no( _

~CII"'"~_ancl__ /'1;1"""" tns "'- S.. HCI IohlI "'I:lVIG
,.~ CII'-d hRI b..:l-OS loll ..., IIle nol ""'" ...- ;I CClmIlWl'IIIIib ll'lIII.
~ Mod 10 IWlI 1'" IN ;1-'-. HlIliIo Mod Wd donn'l ••••,"~ INil
IMC ..... .,._. di*'ll;l""- _ loll ccmment fronI .. 08 SIod '- did

'''''''' "
boot -.. -.-.; arc _ lJPIrIlI"'" IIle ,,,""" 1\;1......... TIY _ DU: _ lIlIi

.,.._ dIWI; When nbd _ hIll18d"..n TIY hung up T,* 10 10 COfUd
IN .,.. .... G4 loll Mod no hIi n-'ll..lil ....

CUIUIli* on _____ lll.C

e>.oIIOrnef~ .... I ....., _lhII UP .,., could nat MlIdllllli~ C.
tOIIIl .. IO .....~__ eu.-Ooei -"""'0118". &'lS,...., 8128
...... C>:ll'IUd'"~ Con&Kl: dDucI_1O~

~ -AtrtI'fLelIIIf
320llG

TROU9lE llCl(ET .... -
CUIIOl'ne< e.atcI "" iI'IlefMt reilly ..... In Cw>enIly Sprint~ iI -'unu D)'
... I\Ul'I1tlIIr ard .....mn~ I ~...., the dhlgn Thof it by Cle$IQii l* ,....11
IIl.mbI1 '" ;In rw.., numllet pluM dwelt IhI from~ T&IiI~I'I"'"
II\lI'lIOe>r and try -VI"', I enlenId lhe no.oml:Ioer IlIIO I)I'O(lIM 01 WOIklng on lib: fof IlIlI
Inl~ Rtllly and lec:ewed IhIi HIllI m'i problem. T&I ftrII /IMld' to...my

"".., " Clu.d numbeI frCll\'l I I'e9UlIr pIIoniIllId lilt "',.... wtl.II rwmbef'l I~ suppoM to be
til """*" Ihrougl'110 MBNA CIIrd HIVIOI. I blod<ed It the web .ppliCIItion 1r4l,
apologlZlf(lto the eder .1Id M!vlsed • 1f0llllll rllo:ed wi! 11M Qll/CIn'loIf on 11M

bd<el WII be fwd to MlIy led!~ p/lOI'W lhII 'lWil nol tulty aoMcI
MqIlUU QOII\.Iel rtogIIlIilIg 1111' __ r't Oi$Q.IlMd lboutpou~01
TROU8L.E TICKET 1OOO3172W Iw lXllilfIUIIl flIIIdiIlll an upgrJdil.

SIll wIIlM 1/1 knew

"""
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'...... ..." c.... .....,,"- .,.." ~clPo'+_

• ~ ~ .......
CwIom. Mi:et Ihe ..-...cl • callIonl ,...
rnotIw MIll • Iha Itld 011'- cal ... Int
-.01~ 10 Il'IMl ,... 1fICltfIiII'_
0"'blId' .., she .ud I'-~ »/'IPUlll
no..~ CIIl not ,.at ltle InftUlIe .., lhM rn- CA NOd 11IM "" CDUld IlCll ""hung up on .... 1fIIllhouI_ ........ '* -oent
ID' f Th IellIO Ihe c*f 1MI_1W..... 1M~ b.c* 10 1M \/CO
hung UCl 1M P!lOn' Iha CICll'Il(aUf od!1*" ISO pwson DoeIoN Ihe cal dlKg wlKllid,.,,,'" , -.It before 1M QIl" diteontItct- Abo ....... $0 YCO person "- t.rIIInI; Mel CA
menlIOAIod \Iv;t !he IgeIlIlI./lOUlcl _'-'lIn Id ClCIIJd not IYPI .... !he YCO ....
• but .. Iogeftl may not IIaft IlMI bIIW III type ~ r_ .... out on call and Ihe
the~~.... befonllhe call "',-
dlSCOf\l'ltldllC AlIo ~ U. t;alIef Mow I.e •

c:amjIlI",1 WWld be lumtd III on Itle -oem 10
11II1 ltle ......... could be lIW8SlJgIWd fIlnr.r lind
IPOloglZed lor \he problem. no.. CUllomii' dod
no!.~ I ea. botek.

J22llG

J22llG '''''''' ,
J22llG ,....'" "

Cuslomef was upMl beQuM~ CDUld IIINr I'-
ElcpII...., 10 !he .,.. IlOIlO \d. on

~~"'par$ONl~ on !he
cd. I~1Id 10 Itle c:ustomer lor Iha

cds. AgMll~ .. inNnICIIId

"'""" " il\e1liwrt III'Id~ _ ItIiIl ... WOuld be twc '''''''' WiI not \.1.10-.,a..... on
• call ..~ I'IOl I••••• !IliI

10 1M~ caI_ euuc:m.rcto:l ... ..._aealbadt."...
CuIlcmer p.~'IOlAlAe-lt_

CA0- not -.J'" S~""I "'100"' .,.,.,____
,... ..CIIIa.n-_ 2

~.ClaIOrneI ..... 19I"l1O be~ •.... "" hMl a ptotllIm wi ....

"'""'" , .. "" OOH ..oc .... 1Iw 10 IIIppen 10 ........ "',,'" ...cbtl Sl.opeMIor~ CA 10
ThanblI~ far "¥U Md MIUNIII ....

_IN( she rnaItulna loculi on
IhlIugIa -.Ill be "*'-d UCl on e- ltlIo __ ...., Itle call~ Il.
UIdIIId • No IoIow UCl needed........ "'""'" •



5eotember 2002'- DoOod ""-. -.d_ DoOod _d_

• Com" Como< .-

~m 5iIld cuatomer was tylllng a
menage long III be left when typlng
I.lOPfl'd .nd no further lnIns.mllsion
_ recelYed A\IltfII prompted 1M

CUIICImIlf " I!len wauer 3 milIIlIft
wi no IUplIftM ...., OitCOI....ato:l
cal per ptOOMIure~
~prDIltem~ CA

....,.., • ..-..g-. Nley od 1llIIl)'Pe bKk ---~WHed 3 ID 5 """,..,. ..th no
e--__ o.crtIeo

fMClOI'IM ffonl flt'-Y ..-d .... "I "-....., 10.0..."""1...., ........ 8gIIfll.

'*llllll~ up I IDcll.:I ill .-d a.... ""lI"M on ~ wI'ry IIIlOug/Il • _ a....., 0 TTY" When CUSl_ dials lIl)llII_ ...... IeCtInIcal~ Cuttomtr tt.'l
gee no _r And__lett hung up on leila*' PIoIIIem of _to••, no
when d'illir'lg 111 IIauaIy hal no pnlblem ._and sometmeI nang up
ClI5tCllMl~ 10 be eontae:l.,a by~ III DefOle making contxI:. He Slid_.

l/I'OblIm II not as f1'equent ..tIefl
lNibng 111 and he .... UN lhtt from
now on I tlIo "'lIll",ed he~ lilt
eqllCll'*f..-d~~ ...
_ he may ,..... a \edVIle.llI

pnXIlIwn 1 lilCl'*'9aed IlIaI he had
been heWIlI~ l.....-.:lllm
.. c::eIing .. ...., fie _ ..-lied

WIIIl auIl6ilnIl'_.

........ ....., •
CA pulhecl N WfOI'OllllUtton ID revirIe Coac:Iwd CA on CIlIIfKI AMR
'1II_1Vlll madlllle me5Ng4ll Cutlomar I\8ndling. CA wa, .blillO

0'"'''' " app'ecilItIi CA not Ol*lg job. Caller Ilung up 'nd 0llI16102 lIernor>sIrata C:OI*1 Pf'OC*IlQ and
eelled b.ctr. and Oot \he _ ~ The QIe< leeIt QDnfident IJIe wit nandle

21.2 _1OllI1JIaI CA 'M)U6d be c:oac:tIoIG con1lC:1Ir III 1M future.

Spote w¢h tile agenI~
~~ lDeaIt. ...,.____cal...., .. IIIllI

ClIItamet~_",#C _CA_1\evwIg .... _ ha'oowlS a ____ ._

con... •.... IN cal~ II\.
anocher ageIlI who __on I cal

e-_CA~~1ClOl ""*' tile cal~ II\. $fie c:taoma

OW,"" "
dialing Oo/ltlouI'lll ...... lfed TTY bul """"' .... OW,'" I/lIi atoppecl tab'!; irnmedialaIy
eus- DelieYn CA _ noc payIIIg -.n-. Wl\etIIN cal~ Ill..-d_
I apolDglUd and a5l<iICl if the)' _lid IaIclw up Ioc:uMd on 1M eal tile wIlOle M. Cal
CII$lotnet dedined and wanted 10 hlng up and wa__ - VCO.nd \he VCO ufet

,"ill relay. tHIng up for '''10M of eal c:otItenL
VCO Clld not Wlnllll IllHIc to voice
UNI' and hung up CA <loCllhI right

-~.."



(

Vcooe person Wllnl.cl C'-la '.111 'OItIat ":'::
..... CA IOId IlIIl' sIIe etIIlId nol~ InI.'o/VIoCIII'l
COIIWl'UlIOn and voc. U>Cl "Tm IIlIl MkII>g )'OIl

10 get~ rm nlung you III ""PUlwf.-t
you jusl Utd~ you cor4lnue ....,. ..
~ 10 111M I tnow_ ... allalK SNI

CA SIOt"* and utId~torIt*~';;
• ....a ... 'IOlOUId ... V- III SHIhe~ I~ \MIll CA M:loul U. c..l- CA10 _ 10 KrUn'llng at CA tor IW III IH~

~lI'd"" ~Iad I
_andTTY_~'II_~ --..""... "
<locumenlId__ 1IoUl_ MId TTY "',,'" 10 CWO'I'de • CA III
tb8I the CA willlIII apoMn ID atlOullll& I

upon r-.unt Or"'" 01 b04I'I TTY4 7IlMfnClVOl • .-CAIO~1N _ and IOllkle~
~ ~·"WhenI __TTY_
typrog........., ....... PlG' on"ltW\Mio
nked!he CA fof,. III ~1'oJO(I."
_ CA lOll""" both TTY and _ .... III

_rn.~~~lOtdt

IO_CA"{doIl'''-'._~
IYlUIing .. hliOq;t:toI.liicl .. lit INU 2 IIr-.
H.cIIO ,. MW CA 10~ eaI.

....
The caIiIr tnIol 10 eaI NC ~13 ..,. ...

~1D_...~_naSwday,... $-1Oprn.. No _ She dlMd
pI'lOnt~ """"'*' s.~"'..... , 111 MIll U. 8Cll» ", • gzwt Illt the

11.<l7.02 to CIllIUd~ 1It.-.r- .,._,ow_al~ ll'I.-_--'df""ll
_1hM_*-," frO!.'*~ 10 NC 8CCl1MII9I' No _ l1li /IlftlbowI t lhey -.II _ faIb.o I4l.." --
tROUBl.E TICKET.-... - l.J!\atIlII,

10 m.l<t *'r)'1tIotougIl1nbllg Trw
Ilcket did IIlllIt*~ or I'IOt II

CUItome< _ 10 IIro'e her line blandtd VCO
_ oIllD contId Qll.tllllW r!he
~. """"'* It ~anngNl&'IIbet ~anng on IottHn II;~ INn .1COIl'KtI't It would be ....... 10 IIle

~;a-..~ br3/lding from LEe MncI _ the~ numbef
~ pIVlleftj Cwl_spoU...-II LEe.

RNJ ReIly _kl nol be lilt -:-Bel SouItI, IIltlCIIId-.cl pr(l/)lIm .. noI on tI\tIt THI c:.II (Ill ......., --.:l r-..lon
and '~iIed for !he ladInIcaI ptOOIIm. J ,....., tnaI .lltCI numbIr apputing on !hi,om", ,. IlIaCICltesl c.lIlO CUSIlImel'I nurI'lIltf and gCII

Wol potlbon It would not accuf.tely
~. I~ _ WIG nun'\beI~ .now !hi __ the cwt_
on Ktft/l and 901 ~II busy SlQnal. llolcl -cualomtf t-.lei open • Il'DlAlIt ldl:et lor relay c.lItcI euttoIl'* and IMt~
l~ 10 .......,!ig:l1e~_wovukIlik. foIgw

_ 10/1 and un. Cutltlmef ClIllMl
liP '1IgoI1lf1l'll TROUBLE TlCK£T~. blIdc 10 .~tllhltl ....., IouII
IlldlMnt number 1l)()C)(31228

~ltop/lOM problMn It lin bHn
~'oMocl ,nil eu,tomer th,flklld u,
lor CoOOpefIIloll llId folkrW "" to
l/lSUrl l hi' been NaoIYed CIoHcl

"""



~.er NCIMIllI 1M~ the
__tIIIkl, c:ote:fq_

W4tl1lle aganI trill lit IUt*' lI\IIt litThe opeo,loQ _ ~ 10~ r-1O Sfl'II .....~_IM-atrlll
1M llpM_ mild me IIlIt IPI6'lll 01 Llngitnt

..ud IIlIt c:.hr Iol' PIOP't~
c.Itt WIlI'IlS aorneIhInglO tit dor.- IiboIA • AQMl_ .,.,..., 10 ""' ,"".., • ~ soob 10 Iht cwtaINf trill ""..,

~ IItMy trill 10 ,.. _ ..
~1ol'1IlIt~__

unl.... _ 10 pI1IC:lIClt .-.0
tUUNd I'W CUi........-*' De filMIlO _

.owtMd IIgelIt 10 INC! men .. ccuIII-- buId_~W~
c:ote:Iq __.. t.. }-'d voiIlh

..... 10 usi$t in tIll5 pnxeu

""



T_ _ d
CM.. -..d_ _d E_

o notR--*-

• Con« Con« --
ScloU 10 I9Mll- He ta.a IW dod IlllC
Il-.g lIP on h CUIllIlTW and lie 0I:l
net~ ....JlNng snn;e 111M

dly I rtmIllCled Iwn 11IM

The optiat(W cka*l "'" number and • _ .. on ~. ed can lIad \0

hold Mlf 10 ITW'IUln ofW3ll"'U on 1M ........
lell'lWlallon. I!hen~ the
Wtl_ 'll(llOll:ll/lelTllllal _

,"'"", • d_,**, My light IIgnaled lIIal the pI\Ol\e

"""" would an ty8 on the~ 10 '" Ill.wu but)' &0 I d~1td t.~y sve numtle' tg,,,,
•~ notllloppen tgllll The

WOUld Iilte I ..tum pIlooe~ II to why IhIs cu.c_ Wli Nlllalied The_....
CWollllTMf alIcI " ......oed 'hi u..__ .... ""*'*"y cal. Somefwlg

b 11I10 I/WIll aboul '" the futln-0 ·9.,.1IChnoC:.-l-.-1Mtll--""""""'"'""
\/COCOI'.'. IIId lMI CAdia ..... ,00- 1mil"" CA.CA~ lNI W

~8Ibdb'~01,.., 10 -..... ask IIlR spdng ttl __
~ot_..crd.CA"''''WllI'lb 'JCO lei CA '--*'_ I' 'I ._,..."" • and~ I gil lid.. I ep*<gIMa b

,..."" __ .,.,., ftw Iype$ and lI\M the c8I
IICllIl'____ -.cl YeO IW CI:lIlI:IWII _ MllIIIIItlfy CA~

-*llle Ie"*" MnoIlSIy
IlI'llIotratanl ot!he omportanot 01

2191
IIOOd~ and KCOnle rn-'IO

TTY CUllomeo' compltirllng IlbO\II operltol Mel wIt/l CA. ""- 8dmils fII ,Mtnd
MllllQ rucle Whtll l/\lt CU5lomer~.... 1M the number Int Iyped by tile TTY
number 10 dilllht operalor Iyped bKk '11I81 wlS uMi On Ihe MClOnd item 11II dill not
an Invalid IIlIITIber' Then.tter cl~1ing~ vnde~nd the odd _ .ylIIblI
1'U'I'IbItt. Cll)eIQlOI trl*t the.....-mu mKh _ .. voot«I on the--me
~ but h::tude<l~ 10 IIllder'stAIld' mach and tllMwkn~ 1IW

10/110/02 " ntUlld of • _ on the AlCClIdIng I ,..,.., Qdtomtr oIlh1l1ll !he _.1 c:.IIod
~1119tz.l1or the lndltI&oon WId -=*'"~iifi'd 1M CUItomII on lG-20-02 and
1IIait!he 1nvJid.....c.-...was~ pnMd on NIkIng the~ illIG
error .. thIrw ... no ewlMDI of 11IM on 1M sn... auggeIts .,.. opeQtgr
_,Ct I ,.,.. NIClI*l*l~ CftIolIgIl and shouIlI .... IClO'ngozed 10 the
lII.lIl ....oon.. ewe- VQlIId like • IaIcow up Q"I~m.""_lot mo.tucling
p/'clM Qll..~ • taaIlcllD -<on

CA IK8II c.L TTY..-_typon;
vel)' P:IW and CA_'I atllIlO

CUSlornef uid co. ..... no4 ~laylng pnIllIlrty voQ.n~~ VoiDI 08k.
S.id CA w.. _ S minutes oIlil1~ .tId I/lIn ftIiIbng lor CA to NY~. CA

CA voieed MI f..t ...... eoull:ln1 ullClll'lllnCl S8kl
1II1ormecl_ moment TTY IlilI

"""" • .hI diclnl_ to MOW wh~ .... was clolng lonMl2 typlng II\IQll..tecl CA to \/OKlI ._

~ II poIIibll. Called WIlOmerAIIlnd cu__ -*' pall IhlIlnIo l<I
::~ wtlII wu dlscullMlSllJ*YI$Of. C....totntor ~ntlloIrrw ~

CA. e-- appreQiLed '""
~1O(ltl(lIngbKt. to her. eus_
~1Id the .......,..,

""



(

n. CUIlOITW 'epoMClahl IllS~ toll ".
CA tlIaIl/W)' WllUIcl De pIICMI (1ft /'IOlll kIl .....
WU "*" _ _ ""INI~ J:I!)t CA -=-lId .,.. e.-l. CA _ '*'-d'Iecbd Ir* CA.,.. ___ cal ... llIIfF

_c:IIll"',_doiiQ~
typed(hold)IO_~ Shlwnn'

'''''''' whdI CA~ '"'~ mIiI"""" • ...CIt'l 01'-.. CA n. IrUtId
CA UlIln doicdId 10 t)'pI "'*' CAcut/l:ll'I'Iel ... ItW Sfte.,.. v.d .. ....,.,. tu _ (:I)IIChId (1ft PftIP« PI'lI $ .."*-_ na~ s-n. CA huftg up 0'1 ..,._-... A(loIogruod 10 It<e o:ustomIt lot _

*iiCOII...__ Ina -.d _ ~ I

wouIcl klIow up wetl CA 0'1~~

""
"" "'''''' •
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''-'' ...... Co< • ........""'- ..... _..-
• """"" """"" ......

Cv$l_~ .., IftCOfTWlV QlInd nbd
T..ItdIO.,atoI OpenIllf

~ III Ida von- .... _ bKIlllll!le TTY

It-.~~ It-. c:.I..-d en.
,_QI and s.ad lIw~

QI.torne< asbo 11Im 10 hoIll~ HI ... DIdt
pet1OIl" I'lOl wanII 10 holcllO ,.,.

11102102 , In Mlout /I M<:Ondt tlUllhe etII~ !)MIl ''''''''
UlllIO hang up.1Id the ~1Ol'

d~ t .poIog~.nd told the
hung up Mtde awe openIllIl'

utldl<1l00d 131 procedu.... 1M told
customer I -.ld cloeumenl hit ~1Ill ,na

nim tie dill • good fob bK.IUH 1hlI
fwd 10 l1Ie ell' OInI'. whtr. thlt .~nt is ~lI(I

ItIbound caller kn eonltOl of Ihe CII'.
"".. 101 follow up No call badt .-qlle$lell

TN CUSl ca-.cl to~ l!* '*~ "-d
~ • QlIo Iw • IIcftlt trwu;h~ aYe.

HI ... ...- 10.3 mil QI. CA...- 'YP-'9
aa::urataI'r wlth "*'11n15pe11d~. eu.
~ lila typongas~· ........ faIt
I)'PIIl Dut -.. _ many Il'IIIpellId c ... ncI

...~ptllljUItbid~ The
CI.* .....~lll__.... 1Wn

CA NjlICIlU IMt _1ypIng .....
lie he could (:II.., WI:*. tI«:IouM ..C. ... jN.o .". 4Ill1'lOl.-~
typi'lg 10 pootly 1Mt. Il8d~ ...." ••'W11l1Ml2 • ...... he w-.cl1O uy She NflOI'8d VI8I .,. HI"'" fnIm TTY • _ It.- TTY,...

IhM IIle CA ... typna •~~ mort delllty
;aftllin; U\.In. CA~ lit

IlUt d IIOlI**t The mprUllallact of Ihe
~cf~aptIWIg

..non lIu~band... CIIl1ing _ .. M tM
begllllllng of II.- cd so ..... ITI'Il)eIltd most of
whll .... n..o.d 10 Ny IIhQned 11>1 cont to,
ItUhg u tknow.nd ~iZlld for 11M
~ IIOld CU5lIhe NPOII wIcIlNo MIll
10 lI'le QI Cllnlet.... n. 04t req.....tt-..

"""
~\ICIMt~~_ 'd'IInge
...01'1 .... QlInd.,....ua en. 2Illl~
tei~~ becalIM ...._l..10
Mar IlIn'l Ind .......... rude lind I'lung UP on c.IId_...,Id.-.
.. She MId ,. dIa IIIIIIlIJIft NI CAl She
__son-. til IoIDW lCl_1Ief_ 'JI(lIoglZlng tit lila IrciOtfl(.

,,,,... ~ .. palctol~

" ....... II'oll9' ... Uw keep~ end ""... IW'lldIIIog and operator was suppoM
she~, 11M! n 1hougn 8I'yUOing • bMlg

~Miout .. I "",*",@d and Il:*l htt w&IlcMI
10 ptlNIde __ IIlomtlet ~ trr'f

1M CA 1'IUI'ntlet ... would not INo lOll: 10 foIow
IUI'Itlow 10 Qlme back.

up wII!llhe speolk CA bullhal • would
llocumenl her llDllIlll.1IIl .nd~~

eu.tomer lve would oonr.el ,,*, fof follow up

no,



December 2002

'...... Do._ Co<' NaluJtof~1IIl ""'- ExplaNlllOn 01 RKl*mon

• """" """" ........
CuttomtH' eIllMllO "Y INI "* "*' •"""'*___ WItI'llM", atIll_ Le'IJII

CAwasalt The~_Oll
The fnl .... (no 10,.,.,.." couldn't ....... 10

aN allC*'MCII' l.eIg/I bec3l1M the
~~.rww~,...,~

~OlIN kit ."" IIllI__ lOIclrwn oouId I'lOl 9M ........, III ..

IwIce N sN did __ • "'* ... ...t,. tonIIefNlIOn IIIIt* CDh .' naer.
IOld ,., _ 1M ... couldn't lie pan dIN _ no """'It .....JItIlt ."" IN

~ Cwlome< 1tIllunl*l I ......-
-~-upMt-".... ,*

1211:w3 " ",,,.., __bMlg"" E-*"'r
MIl _1OIcl __ nat ..... but..

~1'-"aIIJ~ 12111 • CaIiMl_ ...._ ~ Uogll ean'lt Olllllll

.. ..", IOld '* lhII 'an.WPHd • fenM
__1o~... I01"'~

-v-nt 10 haro; up and Qf; DKk Nt .,.. "'9Ilt
__~ ......lCIIlllNlday

~..t\fIIbappelled IIlld
ll"l tIftOltIIf C**'f ThIJ .. took P'*;lIlllllhe

ItIMUcl '* b .un; "" WIle 10~ 01. collet cd-~ed10 IN _.. ._.-
custarnw lor ..... INslr8bon Customer wantA •
(:IIlI~ on ...... d ..000..........

,,,...
C*dMd .... IOC'·? __

~ "-'ds..-.:l.-.u- _ not'-IO ""'""-d 10 """' ,. _ TTY
get tI'W\I to .... 501,_,_ IN line~ 10 checQd She~ b.lodt II *
me""" ....~ U(I '" pI'Ioow She TTY."" iI: -ud ..... ....-.
~~~ lind pIW:lo'tt c:omp.arrr CalIId_~_ .......b.

d>ed<ecl ............ Iound /OCIthing 'M'OIIliI- "*'*tlf'om~_

""... ,. W_ U. IiO checIl her IIUlT'IIlw 10 _ ,,__ ouO"" ~l10~"'I0""TTY
help __ ... _ $I'll:~ gel:."'" TROU8l..E TlCI<ET IMIIlls • I _

Sf.lper pIG~W.a....up ASAP ..... 10~ .. pnlbIIm.l
TMriled '-far cdnrg III 8llll : lIlfoImed lief c:IIIM .. twoclI onot II'IrWgtlI lest
111M IIw IKIlnodan wouIlI dlId. iI: llllt and QII poMaI 08 pol'lW once lhtoUgIl

hiIf bKk. llOUtIIe~ ICIOO5m32 1M rel8y .-.:I _ al* 10~

c.- bctIlways IlnIo

"""
NC voa~~ lilt. ecd "'lIl' 10 email StnI.".a WItI'l nIo on ll~petIetlnIMl

~ • aboft .cldf.... ,.: NtriIMng ....-:. but~ ....... '.'..ndMlDflIO Iry_

'''0"" "
rn*l "'II'llI hl'Jl'rtemW\llI. CU$ltImef diclllQl: wail 12.101m

InlatMI A1a.y _
lot the~ ,V(; pIlOIIe nurr'IOtt to be g.-.n __~ClIITIAS••

ltumg contaa~ lilt _ mgr contad info I.,_ friIndly than "*llI....... hypelW"'*-l.
4111g2

I met WIlh CA ancI CA saod .... die!

VCO peflOO was IIPHlll\ill CA dod not type
lncl-.d hul'll TTY I_I .....n.n the
l)'l*l1O lTV SlocIiM WII typing 10

wIIat volee perlOtl ..ill .nd~ tIl., TTY
k..-p CUll_informed YiMn 1M

IOMI .....t. heard. ThlI Wilt oonf....mg 10 hef 1)'1*1 (TTY 10llM he.rd). llolcl CA II
12/01/02 " .nd _ perlOtl (tolcl CU510/Mf I WOllld~ 12101103

til.. happalll ag.1n 10 PIftI F1 -.net
wIUl CA regarding l!llI IrtuMlon. ~l.t1lCl1or

Ill'" F1 ag.ln. Moll tm.1 lItiIlnc:on...ru.nea. Cl,luomt/ _mIlcl &.I\JI1iIcl .nd
WOIb CA inclielltd andid no! rMjl,lQ uD tJlIdc underIlMdlng 01 til. concept IIf'Id
UMelilandlng 01 VCO ptOCIIdl,l~

""



r January 2003
T<o,o.. .... d c:.o. 0 .....dc..-. Dood _d_

o """" """" -
vee---"'..0 IIboL.C ee-- d...

s-. wtlll CA _ 1l-.cl1fltY ,...,
c6:ul_~lfle

10 tYJWlQI WlOng WQf'I2S and~ calIw'l; etaulI/'Il*l' ee-.a CA III."""" .. o t __ -*llike. QllIIICk. /or ' goodlar 01,()1.91 u.p IIle YCO~ infllrfMlJ ...0 00

tilt IlCOI'i'''_ Mel~ euaIlllnef~ uw eorNdl)'plng KiCUfKY ~
~~wilCOUIIMl",- n did I~Wdl tht calif

CIIIw _.....". _ IN ........

"'"
~ 1:8'"ga¥e • III di8l bwl:.,-cl<*d !til
~. YCO __ II.- -<wig • WlCIll'*:l1O 9Il
operaIOf'I aDI1IUDn by "IDool" on !he ___ bul:

~ 10 CA lind aM swed Nt ""
01116'03 03 Ihe~IQf IkJnSI up HaPf*'*lIlbout ... 01127103 -*l NEVER do ... li'IaI. SM

rr.:r...::C'-vo Apo;o;IZ" I'lIl' IIII! proOIMl and ddnl rec:allll'llt ClII .1 ...
Infotmecllllil 1:8'"_-*I paIS IIw Info on to
tn.e opet1llor'. Ioupe/VII.Of T~ the c:alltr

""
IOl' bnng'"lllhls to my .alln_.

I ClOkhed !fie~ .emInOId "'"
Ihlll 1/1Io needed 10 11Im on 1M \/CO

VCO Q,lllomtt hid ... 1IMdto:l • lernincSet 10 neh ....... " l'Iad r.n.tIed typIrv

01117/03 "
kMp using IICO ttwoughoul uI. '-- 01/11103 The~ IotId .... kIIew but '*
to IN__ IItId saod 1M 8gIltI1 would fofgonllft Me ...... on • \/CO~-'ttl

~-~--~
• long I*IIlllrom lIlII CIl,IIbound

~- ~ If...- oIllfOllM- --
nY _PCIlhtl ~f01J2l)f03)... I Il"llll""*' tl\Illlhe TTY_

01121/03 " operator _ n.o» 10 IN _ I*.cwI th.c !hey 011214' <lil)C:umMI1M CIf*M« • If ItW)' _

""'"
~ ,.~ .. ;' -'101' the .lICCll'''__ _.
~MPIMt __ he SWlldl.cl1O AOl.

COnUdlod c:ustlllner ..... err\III WltIl
~1llI hellllNlbllllDc:n.c:t._,. ..'119"....., 10 ..... 1M _ ....

OtN3Ill3 " ..,... • h,..,.,o.iM pn:Igta'Jl AbIt 10 ItCItHtl ....... ...., SKbecatM~ doeItI,
loc:II_LO C:IiIII dIout~WId ... 1IIDw~1O___

"" IaIow up '- 10 d'lIdr; IIOic:e ....



( Februarv 2003
T~_ ..... Co<' "'lftlll~ ..... ExcU_ol~

• c.mo. c.mo. "-
YCO r-....d 10 LO QlI pIKed lntaugh .....,.

CIIed~ Incl eullomtl
51» UJd &he .....lIOIlll0mlnu~ ItIlo!he e.lI

~ue$lllCl I IKl'l callier reg.ud!ng
.nd !he CA CUt her oft' IIId IN Q' was ~I

02Jtl5t1l3 • She lid m.. ,,-.III~ allOUI " llInet .. ,....., tl1k; 'Ii'lce it 15 oonbnllOUaIy

lhIlIlI 2 WMkI I~Iad lu< IN IIfOblem hioP9l'rWlg EntillWodTI'1OOO71S351

and !Old ner VIe~ ..... 1oIow up..."
Agenl dod noc leeIl'l/lC p.arlJC:vIat

I!le CA. Cu.ultlW -.old a •• IoIow up QIl.
..cu.tion~ c.-.cIlIlllbaU.

""
~~ 10 oompIllI'lll\M...,*-I QlI
10...,~1fWIl"""_____ 'Pea

b)'~ CAwroo asUcl_~ 1M c.... and lablllO eu-1OI'nef and_ eaIftIl The taI: ... IheIIlbC: I ea.a INl'T* Nat.. ... _ TTY 0*

""""" "
~~_ ...~ $11_

G:oI'I:<A)J jlRllI01. Sne 1MY_1Ie famoI.- .....
lIIat I~~ had oo::urred Clw 10
u.. hNlIY ell WIll.Ime Pl'lll*lY CuUllmef

.. R.ferred 10 trr'f~ lot

wa"led ptOllIem ,....rthed ancl~ Ind
_.........

.....nlS • call btdI. IlMnltod 1M alSeamet'

lRIIIble bCkeIf 71072"....,
Slloke WIIh 1iliIft.~~ IlCll
NQI--.;. YCO UIIl._

ew-1rIIw-.l1lla~dIdnot "*-- AeMlI:m8)'-'--1MpCltIll-'" _ ~~ 10 dill I TTY QIlIINC dill nallUPOfld ...chM
C/perlIIor~ _ ~ c:allirlg 10 '* lJMr III 10 Moe: " ~ "'PN*
;ave runbM .,-. Ilul fCII no NSCIOIIM from

___ but no_

""'... • ae-- lJMr l!left asUcllot~ """'" ~.~ uo:l IIleclill not

~huI'G•. '''' •• -'_IM doIcontIed 011 1M c..- I e:aIlIcI U.
fn.tIuMon MId inIllITMa IN _1IIat QClelator CllSI_ ..., !Old '* ". -.old ""'
dvee:t aupeMIOl' WIll 0. WontlId UHf WlInb an .ye 0ll1hll -vent MId -.tileI'~".tlCMI numt:ler reg.~ resolvbon doeI.IrniInl TROUBlE TICKET Wo In

CI" he' rl\IITIDtrlill illbr~ for
\/CO Inli 0I1Ief conne<:Iion~....,...., ""... 0

...._ r-nonl'lHnl1-2 msI5 _ TTY_

Ihen tiIonc:e Nw. CIIlUJ* of~ CA
TaIlecllO CA ... uo:l he1Ia_NOd__M_ ....,.,~

• __WiI
-.bd '* '-"*'1-~ tInll CA

~8$khmb''''''''nct""'''13 • r.-.a ,~ .. )'lIU !tIM.. Nl6tI ablg CA """" :.~ t_he waf taug/ll. nat 10IIgMl _ marl)' _ ll/lClllIl rang CA
....., _ Dnc proc:.:Iute$ and

dIKg.1Kl:itd o::utlO<Nor CusulrnefIHll c.-. WI!
... <lid ...'Y ......

rude and~l.~lud and told
CU&IOmef COll"IlllaInt would e. iIled

''''Z..li 02:117103 0
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~QDl"*'*' It\at CA'I .. tI(II

CO/IMClWlII WIllI hI!"...,.., tIIoI C8lII retfy SIMI
The ptOlllttn _ WIll eeuMCI try

_!ve. Ill. phraH "nlllllbe< eelllnD 10 please'
_ of out aplena My veo AAP

frlQuently bill no oItIott '"POfIM Told QlSlome
auoc:onlleQOl' \'labd!he Qll!Omer

"""""' " .... may haw klat 10 VCO bfatldlng SHl 03l11l.'D3
anet "amtod Illal II>e Qlalomtt'a new

would~ Spnrt teeht a.dlll OOA $No alto TTY WIll deled.w UwI; old TTY

WInta 2~ II\oWT'Itleq cf*l<eCl out who ..
NN/ and~ _.....- New

nac IItIloIIO IU(:/I ... III net __ 0 ? __

TTY _ ~ t>.d< 10 tile

"022
....... cd back 1ltOU8LE T1CXET11743428 ~-
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March 2003
T...... OllIe of Cit I N.CUI1l of COmp!8on1 Olle of EJq)I'n'llOl'l 01 RasoIUborl

• Comol. Comol. - to c:onlad lIPlllocna.
e-_upMIlf* the~ puI btn no __ tor Wo 10~ lhs
efIort -.ng ItIII~ .... __~ .. t /'It oompIaInL ContKlS __ 1l*!lPhd

"""'" • dldn'want l:O~ '*- ACl~'cg ..... 10 .. 0'''"" on 3I3J03. 3/5/0). and 311JlQ;\ Was
eut_...1UlI trIM lie 0. eau.a laKk III IOld wouIlI _ ...... llIdI WId did
lei Wll81 w;lS o)(Wlt abOut lI\r$ noL~ III resoM c:ompIuIt

bK.IuM 01 ilItul'l'ic:itnl info....,,,
He VCO~ UPMt tMt • nIIed IlgetltS 10
,.,.allflf-. _ and~ gatblirlg The

~ IlWlIulg lCl on '* I "* lei~,,:
......... bc..l.-a~...,-..tl CAo-nol ........ hQl....,
.......... 10 N~ blllllll& upul ucI.,.-*'_~ IlII

""".. " her 1nOf. K $he "" • ""'" P"- She~ Q3f'l1.tl) QItlomer NoI~ 01 fMllInlI
to c:ol'Qd NVt LMlIef and bmg liioi up • 1M 0( \/CO~ 0I;M*lg CA
MMIory meeung bK.i....~ e-n cotreCl kn¢wIllfQCNlf PlMocol.
l/Iit lind do • bell.. Job Q.tIlcmfr was III • Il~
and ended the cd before I coWd IpCIIngIU III
all lot any caling 10 IIUII'It>tt$ tor IaIIng

"""
I" He TTY la. c:aIlId III NY Nt ___ 1Iad CA~ no~ oIlJ111l1111

probIiIms llUmg • call ..--.of
raaIy DId~MIl_. AIai)' INSIY

l!lif QOtlc..et no. CA I'IMMIeI't0'''",, , III ClIIIOII* ,rill~ IhaII 03I1.-.v)
~n1would lit PlIllCllhe agetllt

~exceJltnt~ No
~lion of II..,. of QI on 1M QOtlIilCl

.lJ9t!rvIaor No ClIID bKk neecled
CA enr:Ied .nlfl M U5p

302'<
He TTY.- caIItd 10 .-y Nil~ hung up
on ...... .,.0iIlI nail. MnClllle IMCJO IN! .. CA does IlOt ••,.,m. _ eIIlI CA

""""
, ~ Iulg up ao_t.- ..... hung up

""''''
-.llu_f

•• 01 irI'lportMce 1If
on-.m_~IoN~n ~ 3"""",,* And d IC~ .~

~.... _. COi'''''lC would be _10 lhe CWy wCh~ IIp9tll'rtL

302:2-1
..,..~ No aol badl "*I_led

C...., and IaIl«I~ cua&ornel' Tn'
TTY lII'IaoIe Jg 'UOI He relay~ doIIling llOOlI it ,. yrs old. H..:l hard II'I'lIf tQding
111 No~ TTYuMtilblltIOC8IIAT&T IW RM••o.ed --.g .... honlI

"'''''' " LD INywChoul WW't~ II ftIo ... ""'''' 10~ 8Ild .,. Md •~ hu:IMIl

"'PO"* 10 '*'He KIa ""Il" ........... _ -.ve tor '* old TTY~
..... lram 8CCt ""Il" III IWy__ ave.. ... 10 Itlf new TTY ASAP ~ Iurtr.t

_from_wd.
=<

NC TTY cualomer Mid ttleY call1ld Iheil' bank on
." 800 nllolTlber .ncl '- opelJtollMlng up on

lnem There ... no .. Of an-,t/*"Il '"'" CA ''''lCll.lberI cal.1Id CA MId

03I'11J03 , ~""""''''''.dihrMl~ •• "',..., Ulltf IQk'd 10'" CA 'o'Obd
... ApoklgIUld tor ....1Clll....._a 8nd k1_...... d ...U1g 31rW11b$~

eq7h nec:l1tIM I c:ouId~~ •~ ---_ """ ItIM IIle ~1Orli~ wouldbo __

",..
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II ____ eorrfuMa -.c 1 ...... 1eft on
,... --wig mKIl .nc1 &$Md 1/ I coulcIliIten
.ncllellWf ullCltf1tlnd The CA ~.., aolltd _
left • mnNgII on _-w.g mach Al'taf
YOlllO'lillhe me..... lle cfod I'lOl F5.11d~
WIitng wI.notneI CA Ny"'ll~.IQ 'lI>e
one d~ I WOIIt ••~ 19M" lI>eM lkImb
1;Illa.' and ldIng "'- IB TTY 10 gel wi tne
pmgrarn AI of !Nt .... \IOil:ltd m the cenw mgr met """ IIgefIl

"""'" " ~ INdlIM _ CIIIIIf .... YW'J IIllU! ..,,'"
tt..e ... c. /\eel dorlII -.. Sht voo::«l COI'll*'ll

~te:tgo~.

8bout the CA~ ........ the CA wbIg
~1tlCU.n=t-..._--,
boIIw8Id ard '-'Y --. d ..... ...., lhricrIg
cMl.- CA... IPtIk _ c:diJ 8IId aIIn

~~C'kI.md 8IId lad Ca~~
II...- _spukJng~~ I
fwd 1Ill ItIaI ~ltt .1Id • _ -.oIcl folboot
IIIl WIth CA.

2471

Volc:e CUItCIIntt Nod llel--...d Ius lit reI8y
c:.a \nl "'lJhl.nd 1tIeft __2~'1NI

,IopologaM 10 tilt CIo/ttDI'lWf ...,
IIMdMd_C8lIThe~optfalOl'_hbwl.

Ihanbd '*" for ttUlg \he .". 10 1M!he CII**I Wl'IO lOOk _ .... ",..,~...,,'" " Iw-.' - 01 ... b He ..., the opemor
..,,'" l& knlIw • A iN tMlonlunn""

golf1lIIP:_Ihe~'farUMd • YW'J na. IOIlII 01 _ and QlI .." I ,.....-
when he"'IO~,..I? ...... ..-yapft.

,." No ........~

Was ongonIIIy TTY 10 _ callI" call Nid CA
relayed WlIh no ___ "'1)' IIInllO

underltarod I\ed 10 k"p aSkll'lll CA 10 repe.t!/le
Info boleaUM aNll\ed no idea 'MIa! WIll Mid.
Voc:a peI.an finaIv hung up 0Ul 01~
TTY caIed '* '** and 9Ul_ CA~
~ \me _ CA did Illll: prwDI CA • 1M II8cl

to ask Iur 1I11l1o I\edIO ask CA ....... GA ........, agenl ...... 10 IaIow up.__ 01 ICIng PlUM ..:I.,... gCll no
Senl klIgw up a.a. .,. c:uIlI:n*

"""'" • !n;Im CA ..-.d ..... !'\lId 10 ask -s- .,.~ .. ..,.... iIltDnnrI; ... _ CSO~ IIlll
__~ b' the CA 10 &PU/I1Iludef
MId ITlCft dur -=-- sht Cl)I,llclllOl """ • 0f*aI:ll' ...." #l8l_

~ '""'l ht .... $a)'WIO C. -..Id not
dIriIy ItNd IhIl~ .". Mid ...
beIr'Illl)'ped bIdllO the cdIod but • wu lhe C.
_ 10M coulclno!~. 4,pologl~" 10

cust_r for inoorr'oIenlll'lCl'.nd otIertel~~
\he e;oD b;ldc to TTY wIIt1 CUllen! CA. WlnlS

IoIDw up by mill.

11713
11113 ...... •
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He TTY cust_1ryWIg 10 cIoaIlilOO IlIIlllOer ~Ild
TROUBLE TICKET~ •• pIK:eCI
• Q111rom our IFe .... and dlMCl

~~eor~ 10 N llOO IlIomtler II. out tlOQ.230.3300 • ClInIWCIeClIOlIu IIWClllwM _ 1M _ aotfefenl .......1:11
RQy ClpetIlor 1091511 vn.n \NI

Illve an-.d lnet Ad It ...... nol \tie lilOO
CII clloppea Into 1M CA COfIIllfe. A

numbsr I &.ve /lim the FL 900 numbtllncllhe
!)Inner 'Pl)elted Il.IllnlI "'CIII only

CA lilOO numblt 10 II")' lit QIIId I»dt Incl wn"".., 32
tIOl geblg l/II'Oug/l "'" trnc /Wg otIltt .11\$

03131103 makllilOO tall" Ab.o on the nghl

lOkI tIIem IfII __ \twig Apologlud for Ule /l.I1Id lode • lhIlOP I smd IlluI

lnc:on_ ancllOlcl twn • lrO\ItIII bCl<II
NlYIIf lIppI-.cl1hll iftckIted goo

-*'bI-.l and~..b' 1Illna ....
_ ThlllOO_.... 1O

~ No CWlOrr* cor'IlIa r-*l 1ROUBl...E
III~ as .......... c:antId

TlCKET' ,,_ tItI c:IIlIr. II'ld _ \JIlt""'" JnIU--,.,.,
~ lilt ITlKSIDI on ...--."*" 100
f.$l ..... was lIN lapNcl_ I_an

03111103 "
impoftant uland tile CUSlaI'MI' CllI*:Wll gel" ......, COIChId CA 011~ deat!'t -'
pIIllnent onto beelu.. l/Ie .111 J,poU roo IIR IloWly on In,-nncl fNIdl~.
Apolog~10 Cll.lOmIr IIIll lid wouIcl COICh

,<2,)( on l/Ie proper II"l(*Il,QI
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April 2003
T..... "'." co.' rqn,... d Co:wnplMw "'"" ~lJClII 01 R-u-

• ,,-,. """'. ......-
yeO ClIllaf atIUecllMt CA wn Ilcw III dijllong
wiltwl2 ff\II\U!e1 dtII~ n.. c:lIlIef l/Wlks most SpoU 10 CA ,lid aiJe II8d • dllll;ul:__I I-.d _ traolq on \'CO

ern. to lolIldet5U111Cl \'CO g,Ief - CA,.,,,'" , lltOQIdur1l. ApologI_ 'or IJle WlClOi,.~. I "'..'" Is/(M ,. \WIele to~ tor Iht
lOtI ,. CA -*J c. (O,IO;l'l.cI ....,., .'101I)

tItlOIW , beIoN W d..-s
Aak8d ;1m. eaIIII_ faIow up 8tId ...

.139Z
CMtIotd -.'Id hung up

Customer __ .a.ing lMn I ....... ,nd no
IHPO"IM I typtd .... you~ Inc! "'0 _

I looked .net Ihe r.cIlIghl wU "..ning IllSt
wild! means nul'lll Ull ,1Ier dial I apoIogtted !of

~nt doea nol fecal an oc:curre~

"""" , till~ anclltMecl"!hey __~

"'''''' IIlIt typot PoMilIII~
10~ 11IM cal W4Il aIlOIMr ~ralClf tt..,. .-/ltd not lnlId tgal'110 pIIQ lht' QI bul. .... cIo
INt '911~ Tl*l1Jle~_~

-*l be.-nllD .. c.- c:enw~ No-..-31S1~

",. WIt/l .... lK4 _ dod not

,_,obtf lhot ed. Coac/lecllM
ell"ome< l"-nks operator hUrog up lin '* -vent on lilt irnpoIt.~~ k"P'"9
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June 16, 2005

Ms. Pamela Uoyd. Administrator
North Carolina Telecommunications Access of North Carolina
Division of services for the Deaf and the Hard of Hearing
2301 Mail Service Center
Raleigh, NC 27699-2301

Re: In the Matter of Telecommunications Reley Services and Speech-to-Speech
5en1ces !or Individuals with Hearing and Speech Disabilities. CG Pocket No. 123

Dear Ms. Uoyd,

Sprint has provided you the following information to support your filing with the FCC for
the State of North Carolina:

• Annual Complaint Log which indudes the number of complainlS received from
June 1, 2004 through May 31. 2005 that allege a violation of the federal TRS
mandatory minimum standards, the date of the complaint, the nature of the
complaint, the date of its resolution. and an explanation of the resolution.

• Annual Tally Report with lolal complaints by category to give you an overall view.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained
a log of all consumer complaints that allege a violation of the federal minimum standards
for Telecommunications Relay Services and is providing you with a summary to me with
the FCC. You will need to make clear that it is a reference to the CG Docket 03-123, as
above.

Please note that for your state you must send (1) an original and four copies of the
printed report and (2) an electronic disk ropy of the complaint log on a standard 3.5 inch
diskette (formatted in an IBM compatible format using Word 97 or rompatible software)
on or before Thursday, July 1, 2005. These items should be sent to the Commission's
Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail):

Marlene H. Dortch,



(

Office of the Secretary
Federal Communications Commission
44512" St., SW, Rm TW·B204
Washington, DC 20554

Please also note that your state IS also encouraged to send an additional printed copy on
or before July 1tl, to the Consumer & Governmental Affairs Bureau of the FCC to:

Dana Jackson, Federal Communications Commission
Consumer & Governmental Affairs Bureau
44512" St., SW, Rm CY-G417
Washington, DC 20554
or by email: DanaJackson@fcc.gov

For your reference, Sprint has induded a copy of the FCC Public Notice from June 16,
2005 requiring this action.

Should you have any questions concerning this report, please contact me.

Attachments:
1) log Sheet
2) Tally Sheet
3) 3.5 inch diskette
4) Copy of FCC Public Notice
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Attachment #1: Copy of FCC Public Notice June 2, 2004
Attachment #2: Six copies of the Complaint Log
Attachment #3: Six copies of the Annual Tally Report
3.5 Diskette
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~f~)PUBLICNOTICE
Federal Communications Coowinion
4451~Sl.S.W.

Washinilon. D.C. 2OSS4

l'-~'$ mcdillnrormation 2021 411..(1500
Fu-Qn·Demand 202141 &.2130

TTY 202I411·25SS
Intemet: hnp;M,'WW.fce C9Y

flp.fct.IM

DA 0S-16I1
Rtlnwd: June 16, 2005

CONSUMER & GOVERNME!\'TAL AFFAIRS BL"REA REMINDS STATES
D TELECOMMUNICATION RELAY SERVICES (TRS) PROVIDERS THAT

TIf£ AN"1'l'UAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING
TRS IS DUE FRIDAY,JULY 1,1005

The F~l CommunicalionsCommission's Consumer &:. Governmental ArT.irs Bureau reminds
SlAteS and lclc<:ommunicalions relay services (TRS) providers thai they must submil their annual
consumer complainlloa summaries for the 12·monlh period endina May 31, 2005, on or before
July 1,2005.

To assisl the Commission in monitoring the service quality oeTRS providers. the Commission
requirn state TRS prnanlmS and interstate TRS providers to maintain a loa ofconsumer
complaints that allege violations of the federal TRS mandatory minimum standards.! Stale TRS
prog.ramJ should report _II complaints made to the Slate agency. as well as those made 10 the
state's TRS provider. TRS providers that provide interstate TRS, interstate STS, interstate
Spanish ~Iay, interstate captioned telephone relay, VRS, or IP Relay are liso required 10 submit
complaint log summaries. These summaries are intended to provide an early warning system to
the Commission of possible service quality problems. Additionally, this infonnation allows Ihe
Commission 10 dttennine whether a state or interstate TRS provider has appropriately addressed
consumer complainlS and to spot nationall~nds that may lend lhemselves 10 coordinated
solutions. This information further enables states 10 learn how olher Slates a~ resolving
complainu.)

Complaint loa summaries should include infonnillion penaining to complaints ~ceived bel",ecn
June 1,2004, and May 31, 2005. Complalnllog summaries shall include, a! a minimum, the
number of complaints received that allege a violation of the federal TRS mandatory minimum

I ~, T,lttO/nlllllnkotJOI/J Rtlay~n'ius ond ~trh-Io-S{wtch~n'frtsfor IndMduafs 'dIll Htarlng and
Spurll Disabilities, Repon and Order and Funher Notice or Propos.ed Rulemaldna. FCC 00-56, 15 FCC
Red 5140, II 5144-5145. pin. 9 (March 6, 2000) (/mprowd TRS Ordtr); 47 C.F.R. §64.604(c)( 1) (TRS
~mandltory minimum 5tandard5~ requirina filing orcon5umer compllinllop).

l JmprolY!d TRS Ordtr. 15 FCC Red 5140, 11 519().5191, para. 122.
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standards. Ihe dale of the complaint, the nature of the complaint. the date ofils resolution, and an
explanation of the resolution.)
We note Ihal according 10 the dati presenled in the state eomplainl log summlU)' submissions for
2004, approximately sixleen hundred complaints were reported that atle,ed a violation of one or
more oflhe Commission's mandatory minimum Standards forTRS. O...er se...enl}-se...en percent
ohll complaints alle,ed violations of the operalional mandatory minimum standards and
slemmed from the inleracdon belWten the calling pan)' and the communicalions assistant (CA).
We Iherefore remind TRS providers and Slale administnltOrs Wt their CAs must. amona other
things. be knowledgeable ofTRS procedures, follow eUSlOmtr's instnJetions. and continue 10
keep callen infonned about lhe progres5 oflheir call.

All minp must reference CG Dockel OJ-I2J. States and intentale TRS prn...iders who choose
to submil by pt.per must submit an original and four copies ofeach filing on or before Friday.
July I, 2005. To expedite Ihe processing of complaint log summaries. states and inlerstate TRS
providen are ellCOUBled 10 submit an additional copy to Ann: Dana Jackson, Fede~1
Communications Commission, Consumer &; Governmental Af&irs Bureau. 445 I~ Street. SW,
Room CY-C417. Washington, OC 20554 or by email III OanU;u:J.K'" 'I fcc.go". States and
intmlale TRS providen should also submit electronic disk c:opies of their complaint log
summaries on. standard 3.5 inch diskette fonnatted in an IBM compalible format using Word 97
or tornpluible softwaR:. The diskette should be submitted in "read-only" mode and must be
clearly labeled with the Sl8Ie or inlerstale TRS provider name, the filing date and cap:ioned
"Complaint Log Summat)'."

Filings can be senl by hand or meuenger delivery, by electronic media. by commercial overnight
courier. or by first-class or ovemiJht U.S. Postal Service mail (a1tho1J&h we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contraclor. Nald::,
Inc., will receive hand-delivered or messenger-delivered paper filinas or electronic media for the
Commission's Secretary al236 MassachuscltS Avenue, NE, Suite 110, Washin&lon. D.C. 20002.
The filing hours at this location are 8:00 Lm. 10 7:00 p.m. All band deliveries musl be held
together with rubber bands or fasteners. Any envelopes mUSt be disposed of before enterina the
boildina. Commercialllld elecll'Onic media sent by ovemiJht mail (other than U.S. Postal
Service Express Mail and Priority Mail) must be senl to 9300 Easl Hampton Drive, Capitol
Heiahts. MD 20743. U.S. Postal Service first-class mail. Express Mail, and Priority Mail shoold
be addressed 10 445 121h Street, SW, Washinglon, D.C. 20554. All filinp musl be addressed to
the Commission'S Secrelary. Marlene H. Dortch. Office ofille Secretary, Federal
Communicalions Commission, 445 1211I Street, SW, Room TW-B204, Washington, DC 20554.

The fulllext of this document and copies of any subsequently filed documenls in Ihis maner will
be available for public inspection and copying during regular business hours al the FCC Rderence
Information Center. Portals [1,445 12110 Street, SW. Room CV-A257. Washington. DC 20554.
This document and copies of subsequently filed documents in Ihis matters may also be purchased
from the Comntission's duplicating contraCI. BCPI, Inc., Portals II, 445 12'~ Street, SW. Room
CY-8402. Washinglon, DC 20554. Customers may contact BCP1. Inc. at their web sile
w\\ w,btDjweb,cQm or call 1-800·378-3160.

To requesl materials in accessible formats for people with di~bilities (Braille, large print,
electronic files, audio fonnal), send an e-mail 10 fccSQ.l11'fcc.gQ\ or call the Consumer &
Govemmental Afrail'S Bureau at (202) 418-0530 (voice). (202) 418-0432 (TTY). This Public
Notin can also be downloaded in Word or Ponable Document Fonnat (PDF) at:

J $It 41 C.F.R. f 64.604 (c)( I).

2
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bilo; "W\\, fcc.gn\ cgb dro.

For further inform,don regltding tbis Public Noticr. COlIw:t Dan, Jackson. Consumer &:
Go\'emmcntaJ AfT'irs Bureau, DiSibility Rights Office (202) 418·1475 (voice), (202) 418·
0597(lTY), or e-m,iJ D3nl,Jacf-SO!l (I fce.go\.

- FCC·

)
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June 23, 2004

North Carolina
Depramnem ofHeahh and Human Services
Divisiou of Servica for tbe Deaf Iud Ibe H,reI of Hearing
319 ChapaDoke Ra.d. Suitf: 103 • 2301 Mail Snvic:e Cauer, Raleigh. Ne 27699-2301
Tel: 919-n3·2963 (VoioclTTY)
Michael F. Easky. Governor • Cannell Hooker Odom. Sccmary • Linda HaJrinpon. Director

(

Erica Myers
Federal Communications Commission
Consumer and Governmental Affairs Bureau
44S 11'11 SL SW Room 6-A432
Washington, DC 20554

Dear Ms. Myers;

Enclosed you will find an original and four copies of North Carolina's annual complaint log, and
the aruma] talJy report for the 12 month period between June 1,2003 and May 31, 2004.

If you have any questions concerning the reports, please feel free to contact me at 919-773-2963 or
by email atLindaHarrington@ncmail.net.

Thank you for your support for our telecommunications technology for the Deaf. Hard of Hearing.
DeaJblind. and Speech impair«!.

S7~ ;IJ
Linda HaningtOn~
Director, DSDHH

Cc: Kendrick Fentress
Public StaffUlilities Commission ofNe



North Carolina
Department of Health Illld Human Services
Division orSenoica for tbe De.rand tbe Hard or Hearina
319 Chapanoke Road. Suite lOB. 2301 Mail Service Center. Raleigh. NC 27699·230 1
Tel: 919-773-2963 (VoiceflTY)
Michael F. Easley, Governor. Carmen Hooker Odom, Secretary. Linda Harrington. Director

(

June 23. 2004

Marlene H. Dortch
Office ofthe Secretary
Federal Communications Commission
445 12· SI. W, Room TW-B204
Washington, DC 20554

Dear Ms. Dortch;

Enclosed you will flOd an original and four copies ofNorth Carolina's annual complaint log, the
annual tally report, and a diskette for the 12 month pe:ricj ~";'~!1 June 1,2003 and May 31,2004.

If you have any questions concerning the reports, please feel free to contact me at 919-773-2963 or
by email at Linda.Harrington@ncmail.neL

Thank you for your support for our telecommunications technology for the Deaf, Hard of Hearing,
Deafblind, and Speech impaired.

S;~

LindaHarringt~
Director, DSDHH

Cc: Kendrick Fentress
Public Staf'fUtilities Commission ofNe
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phona company and tIa~UWlm

oornplaInt and IT would be .WlI 10 mgm' and
tech. TT, 1021811 Customer raquests eel bIc:l chaek It out.

...... from ad mgt tnd Iech.

~ hung up on eustomar .... cwlOmer eonc.eted e:utIllmW ... hi II

"""" • glYllIr'lOIher , fot a Y8fY irnporIInI c.II.

"""'"
piIaHd """'h...... and

'"-*ad cuatomIr tor leedbedr; a'ld ewpIIInId ... siIuIIion NgIr'dlng ..

Ba33
~. Cusbmer would IikII I c.II bed!. dIaea ......... end hi _ okay

(
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Complaint Tracking for North Caro&na

T_ Oo~oI c.... Nature 01 COtnpIalnI Call 01 EJcP-tlon 01 RuduIol\

• ComoI. ComoI. .-
0uI1O FCC IllllQllor4 $pIh1edll

RIaMng t\InInlng ptllnI canlTl_,,- rJl)\ able 10 "",- or~

fn;rn~ peI$ClII ttvough '*Y Nort'I requal«l !rio. Aoc:oool~

CIrclIM. WanlIlO 1ft; OIM -.tIO Is calInlI- Totl
eaIed~Iltn.mt.~,.,moo 35 071151'03 and CUIlOr!*' rwd cIJoorvleel«l ...

CUlIOITw~~ SprInt TKtw _rdl ...
nIomber, len. m.s.Ige anorw

~.~ TIl 1001030246 Customer I'Uf'lbeI', CIIlled tMt:e no __
-.II • eIIlI bid\. C.-.ct apn Ind .,.,. ... no

__, 'TIcQl cloMcl
I220Z

VOO NpIlrW Opr fIIC'ISj • 'words~
eIIlI rod ..WIice .m~ J*'SCft c:o&.*t 1'1)

Coec:fIecl CA on IIldng for~ it
'-VCO~ klUd -..gtL VOU'ne was too
low ApoIogIl:«l1orpl~ «a:u'lc.red _ ~.oI_"'rMy

0&'30103 • InqIftd IbouI gMlIId ~1llI' CdIr ma.d
07.tl1103 l:ICIrlWllaliu.. F<*lWed l4l ....
~ rod Honned tnIm 01 til

lhe problem It no! Nt~ or gIrbl«l .-m.IageI bill _ Cps who do no!lype

..,... COITdy. e:un:m.r ,.,..... eIIlI~_

VCONpOl1SOprmksI ' fWOfdsIhrouQtlaul COnIIcI c:wkmIr Ind cIsCllSsed Nt
ClIlIln:l1he~and~~ c:cUd no 1/luI\Ion. PItt 01 ..~bon
t- va> valcII klUd .....V'*-'- was too _ ~ 0prI. Shlt '-*..,

0&'30103 T low. ApoIogIl:" lor~ tnIXU'Il¥ed • "'13<IlOO
... no! .....0'lI problIm

IrlQl.*ed IbouI prblId 11*"101" c.Ier...., NeOIWed lrrvoM'lg Nt t.ckground'
!tie problern It no! Nt~ or gIrbl«t ~SM~"""t«l"
~ bIIe,-.yOprs: -mdo not Iype WOIAd !XInIKt lYle it .. rwd~...- Customer fWlI'I-.d CIIII t.ck. .-...lldl .....

3.'2<..... 0&'30103 "
VoQ person utWIg • eIIlI pI'lontI heWIg ditkulr)

AA_1alk"lg wiltI1Iw on sill Spri'lI
oornecbng 10 TTY .... Ihey _lfyIng 10 reac:h.

leCh M'lO ln6om'MICl ". fill !tie CIIIr

" Volee person comet rtlo teIIy ,.fth clffeterw "'IV".. nNdt 10 CDI'lIad __ $pmt PCS
CIIIng fn;rn •. V-v uptel'Mlh~.Wedel

C\d~...,.qor '" LEelIQan mn.cII.ed *It. TIl 1044630257.
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ComplaInt Tracking lor North Carolina

Juh. 2003
T.." ..,. 011.01 Col. • Nat\H.oI~ """~ EJiplaNllori of Reldubon

• -. Com'" - All., taJdng wit! on Jite lKh "'"'
iI'Iformed me ....11tl1 eder nMdt 10

Voic. perwrl using c.I Fiv:ne haWlg liIflWty lllll"itaet tiller SprInI PCS ewlOllW

"'''''103 "
CQlliICdrllllO TIY UHt 1IIey... \I)'lnlI1O JMeh. "'''''103 MnIIce 01 '* LEe. I~ CU:SlcIr'*
Valce I*IOn c:orn.lr*l rIlay"'" dIl*«'d and ,...,... lhIlnlo. The c:aIef _
~ bm'. Wenls"'~eII~ stil aI9Y buI Slid I'llI 'MlUkl '"YoM

~ ....,.,.
GaYt Opr rtIr 10 lIaI. Person ..1S_ed ne
Fiv:ne tluI1fWl hung \4). eustorn.r wed Op

CA d.monSlJaleCI Ql)l'\"eet IClICl\flllellge10 ,....~ 1lul.1Nn Cpr dscorwwcled !he ......"'12B/03 5 all. Customer ....was tude.- CUsIOmef hung 01 ell poOl "g.
~ lltI6ln~ COi..fd IISk r INy wanred

"" -- ........ "'12B/03 "
Cudomer 5Ml by lISkell~ lor 1he nlIr tor

CA~ IhaI Nley II tIowed 10
lirKtDry end she 'MU:l n:x~ • III ...", I

gt'4 0Ul , tor DA.. Also CA tr-"P'k9.ed tor .. pratJIem end .. ClISIOnW ""103 1hel '*Y II *-! 10 ct.Vy In r*Y07131J03 ,
knoW I..~ this~s S1JI*"'bor _ '-l

modi belen~ CA~ on
ca'l apealc 10 .. tgenI eboultr.. Cl.IsJcwnIr --cto. not -.I: fur1tlel' c:ontBct.,,,..
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Complaint Tracking for North Caro~na

A 2003,uouslT_
D"'~ eo" NallD aI ComplIIinI

-~ ~ of ReIolullOn

• I COmol """'" - Spoke 'fIilI'I agent. AgMl

"v-nt dIIconrwcl:_ 1M CUSIaMf. ApaIoglzwl f~ 1M e.I. NId the
I......... i&lIIy I'Wt 1M WIOfIlI t:MkJn.......,

" and"_WCIl.*l~IM~and .......,
..mIctI diIc.. The e.hr, .....

~ 1IIfltlaglfll. No cal badllllCeMaty.
lJqlf.uad~aI~

-.laakld_an~
.2....

Spob 'MtI CA. the aw.llhat slw
UIII -..-. now' 10 no~ ....

VCO~ Aid .. c.lI tb\,VD hough. thin yeo c:.Ier IUIg up. • !My till......, " ApaIogr.ud Iol' an ~lCOll__ iClI. Shewant1: ......, a tee:tnc:8l probletTl. CIlled-.... aalM'* and CUItOfI* la~
and II1II'- probletTl -.n«t

.,." -
Spoke.. aganIlnd c:.-..:I
~. All'"! aakl no~ b
~_'-d"'ca1
ended. c....om., clattl*f IN Nld
not asQd. bul: Nld klld Itle person
the c:.-.t {during r-'-Y c:.I) She

CA '*. spaIkIg yeo c:aIar~..Iad lor a
WOlJd~lOa~atw,

'upeMaor lIZ .. and aI c:aI o.t CA lUIg Up:
andarpac:ted .. aganIlO ad on......,

" on'YCOealet. ~_lor_ ......, Nt. I""" poley IIbIlut cal
c:onlatlIl and CWklmef~ I

~lOOlIW."lC*.~ toIoWup.
~~lIdroc~bridga

I\n::tIon 10 __ VCO an. cal~

and I'oaYIi COIlChad aganIln ""
pnll*kn. Agant~edOf

ITIlIt-.inlI on ,.". and lypitIg It
wn:Jng I~.IO~, 'fIIt1o
_ Nllthd oM1h ',"olUtion•.""."" 00I08ID3 ,.

Cpr Iu'lg up on CUStomlf. ApologIzed lor lhis
Agant knDwI roc 10 dItcomect"".., " ~*'ll-.l acMMd!he .lJI*Visor. WcMd ""',.., CUltomtllS."." till notified. No fcIow up~ed.

(
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Complaint Tracking for NOI1h Carolina

SeDtember 2003
T.......

I~~ eo" NIIltlre 01' ComplUlt 0.1.01 ~llon 01 ResoMon

• Compl, .-
TTY l4'Mt Opt was rude and <beonnee1ed
eaa. ""'" eaIlef was no! done... call. Currently ....... no agents I' Itu

"""""' • ApologlzIlCl /of"lhe~. Told caler ....., cenlar .,.{1Il hi nbr, No Iult.- ICtllln

..~J1WDUId be fwd to ..Op's ...-'.... ,~.
Voice a.GlCIlTlIf ISkId Ig8III to fIPIIIllol.dar Of Spoke IM1h CA ahllloughl ,.. Ink:
tI.m I4Ilh1 WlUnI. AgInI:..,~ at _dl~SOh~togouplC

""""'" 3
barely I wtUper. They have called" am...t

CltJ300l
..~ 'tICIIl.mIo. CA eou6drl'l .....

CIMOt ,-"!hi Opt.~ c:ustornar tor ptOPIIIy. CA \l'lId to go 14I1f1d ckMn
JelDng UI know and 'MlUkl tu lei superAsor IcIl' !hi WCiIU'nIIgIIn 1hIn lhI eIIar

""" ......... MInI ,.. line.
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